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Handling Customer 
Complaints Procedures 


1.0 OBJECTIVE 


This procedure describes the handling of customer complaints from registration, identification, handling and 
reporting of customer complaints with a purpose of ensuring appropriate feedback and quality 
communication with the customers. 


2.0 SCOPE 


This procedure is binding to all employees of Tanza Water District (TWD) who are in charge in providing 
services, actions or decisions related to the customer's complaints. 

3.0 DEFINITION OF TERMS 

3.1 Customer Complaint - concerns about the service, action or decision of concerned Division who is 
apparently affected by the service or action. 

3.2 Tanza Water District (TWD) - is the agency in charge to cope-up with the handling of customer 
complaints. 

3.3 Service Request Form (SRF) - is essential to facilitate the customer complaints indicating the 
complete details of concessionaire. 

3.4 Customer/Concessionaire - is the person who triggers a request via SRF. 

4.0 REFERENCE DOCUMENTS 

4.1 Control of Documented Information Procedure 

4.2 Citizen's Charter of Tanza Water District (TWD) 

4.3 Tanza Water District (TWD) Operations Manual 

5.0 RESPONSIBILITY AND AUTHORITY 

5.1 Customer Service Field Inspector is responsible to execute the SRF. 

5.2 Concessionaire is responsible to inform the CSA all pertinent information regarding the complaint. 

5.3 Customer Service Assistant (CSA) is authorized to assist the Customer. 

5.4 The Division Manager is authorize for the final approval of the handling customer complaints. 
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Handling Customer 
Complaints Procedures 


6.0 PROCEDURE DETAILS 

6.1 Processing of New Water Service Connection Application 
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Review of Action 




Customer Field 
Inspector/Crew 


CSA 


Reporting 


JL 


End 


CSA 


Shall evaluate the action or decision to the 
affected service 


Shall check the completeness of action and 
receive the SRF and record to the CSS. 

Shall file the record for further reference. 


Shall report the handled and performed and 
accomplished customer complaint to the 
Division Head. 


SRF 

CSS 


SRF 


6.5 Reports 


Reports 

Frequency 

Responsible 

Compilation of Monthly 
Report of Customer 
Complaints (computer 
generated) 

Monthly 

Customer Service Assistant 
CAS Division Manager 


7. 0 PERFORMANCE INDICATORS 

7.1 All customer complaints are performed, acted upon, reviewed and accepted by the CAS Division and 
other concerned division from the affected customer. 


8.0 ATTACHMENT AND FORMS 

8.1 CAS-001-00 Service Request Form 

8.2 Customer Service System -CSS (Computer generated) 
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Republic of the Philippines 

TANZA WATER DISTRICT 

A.Soriano Highway, Tanza, Cavite 


SERVICE REQUEST FORM 


Account Name:_ 
Service Address: 
Account No: 


Date: 

Current Meter No: 
Contact No(s): 


No: 


Purpose: 


Requested by: 

Action Taken: 

Signature over Printed Name 

Received by: 



Date Accomplished: Time Started: 

Time Finished: 
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